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Reference: Annual Consumer Complamt Log Summary

L:ldic~ and Gentlemen:

l'ursu,1nllo Federal Communic~liollS Commission's rules, 47 c.F.R. §64,604(e)(I), the
Slate of Wyoming. Division of Vocalionnl Rehabilitation. Telecommunicalions Relay
Service program submils!hc enclosed annulil consumer complilint log summary tor the
tv,c1I'c-month period cnding May 31, 2002,

The enclos.:d consumer complaint 1011 from the State of W~'omingTclecommunicatiorl~
ReiD) Ser. icc progmm includes all complaints about Tekcommunications Relay Scr. icc
(TRS) ill the stotc whether filed with lhe TRS provider. Sprint. or the State, This I~
includes the date the complaint \I as filed. tIM: natun: of tIM: eomplamt. the dale of
mlOlulion. an exphmalion of!he resolution, aod monlhl~- complaint totals, lnere IS alS(! a
tlllly.shtt1 "-rueh indicates the toud number ofcnmplainls for 11M: lear. monthly tOlal!. the
number of oomplaints by category and the pcn:erllllge lhal each category ofcomplamlls
ofthc IOIllI !icrvice. T~"Chnical and Miscc:llllJ"leOU.'l Complaints. lk llforemmlloned
complaint log will be n:1aincd unlilllx' nexllll'Plication for certification i~ granled.

I or Iix' period of June I, 200 I, through \la) 31. 2002. Sprilll proccsso:d SIXl) thousand,
nmcl)'-Ihe (60.095)outbound c3lls on behalf of Wyoming Rebr, A lobi of ~ix (6)
eUSlOmCr complaints"~ n:<:..i\"\'d, \lhich is a role of one hundredth ofa pt.'TCefll (.01-_1
Of the SIX comphunls. two WeTI' filed "ith SllJleT'·iJOrS al one oflbc de\eT1 Spont TRS
caltCfS. one was Iiled \lith Sprinl CUSlOI11<'1" Sen·lee. one was Iiled With both a SPrint
relay ec:nta supe.....isor and tlw: State"s program consultant. one WllS filed \I Ilh bolh Spont
CustOmCT Sen·ice and the Sprinl Accounl \Ianaga. and one WliS Iiled "lth both the
Sprinl Account Manager and lhe Slllle's program consultant GcocrnIly lhe complllillts
were resol\'cd wilhin a couple: ofdays oflbe complaint being made. The longest amount
of lime 10 rt'SOl\'c a complaint WlIS lifl)-scven (57) days. None of the six compillints
were escalated for action 10 the Federol Communications Commission.



Mllrkne R Dortch .,. CC 1)0cL:el No. 98-67
Juoe 27. 2002

MOSl oftlx: complaints filed inmlnd IIlOn" than one ISSOC' or c.atl:l:lory ofcomplaint- TJ1c,
natW"C5 of lhc oomplamts wen as folJ,o,.,'S

Dlfficully in retneving \oicemail messaaa (2)
Switching ofagalls
Unable to usc calling card
Difficully m leaving message: 01'1 answering machine:
Agenl didn'l follow CUSlomer instmctions (2)
Agent didn't keep customer informed (2)
Agent hung up on the eustomer
Agent didn't fQllQW proper rday procedures and provided incorrt'C! jllformalion
Garbling
Slow processing

Complairlt reSQlulion included
Agellt (Communication Assist:llll) coached or retrained
Sc'l up outbound CU5lomcr notes in l!.alabasc
Technical problem fIXed
Information and instruction pro\"idcd 10 CUSlOmCt

lflhc mfonnation contained ..itrun tIx: annual oon!iUmCT complaint log summary is not
sufficient. or)OU tine any qllCSliOM. plc:asc noufy WI and""(: "ill be happ)' to provide
addnional infonnal1on.

Respectfully.

( bc:,!C0.J
Administrnlor

Enclosurc:s: ConsumeT Complainl !..oK Summary. 12 pages (original and 4 copies)
Wyoming Relay Complaint Tally Sheet. 2 pages (original and 4 copies)
Electronic dIU copy

Erica Myers
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